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This report presents the results of our review of the Internal Revenue Service’s (IRS)
ability to provide hearing- and speech-impaired taxpayers with access to toll-free
telephone services. This review was performed as part of our audit' of the IRS’ ability to
provide taxpayers with access to the toll-free telephone system during the 2003 Filing
Season.” An audit memorandum presenting the results of this review was issued to the
Commissioners, Small Business/Self-Employed and Wage and Investment Divisions, on
February 28, 2003. The memorandum is included as Appendix IV to this report.

In summary, the IRS has opportunities to provide hearing- and speech-impaired
taxpayers with easier access to its TTY/TDD? service. Cumulative Fiscal Year 2003
data, through the week ending January 25, 2003, showed there were 69,299 net call
attempts to the TTY/TDD line, which is extremely small call demand in comparison to
that on other toll-free lines.* Of these 69,299 attempts, only 3,286 calls were answered

! Treasury Inspector General for Tax Administration Audit # 200330007.

% The period from January through mid-April when most individual income tax returns are filed.

® The term TTY/TDD is an abbreviation for “Teletype” and “Telecommunications Device for the Deaf.” The
TTY/TDD allows the users to communicate by text messages that each party alternately sends via a keyboard.

* Taxpayers had attempted almost 9.7 million calls to the IRS’ other primary toll-free customer service lines through
January 25, 2003, of Fiscal Year 2003.



while more than 66,000 calls were abandoned.® In addition, almost one-third of the call
attempts to the TTY/TDD line resulted in busy signals.®

Our analysis and discussions with IRS management determined that access to the IRS’
TTY/TDD service was diminished because voice callers were saturating the TTY/TDD
line. This may have been attributable, in part, to the fact that various IRS media that
provide instructions for calling the IRS did not clearly explain that the TTY/TDD number
was only for hearing- and speech-impaired callers. Conversely, all of the toll-free
services advertised by the IRS as being available on the TTY/TDD number, such as the
Taxpayer Advocate Service,” cannot be provided to taxpayers on that line. Further, the
IRS’ TeleTax? for Topic #102 (“Tax assistance for individuals with disabilities and the
hearing impaired”) incorrectly announced the hours that the TTY/TDD service was
available. Finally, account notices sent to taxpayers do not include the TTY/TDD
number, although hearing- and speech-impaired taxpayers with account issues can be
helped on this line.

Calls on the TTY/TDD line were routed to 2 of the IRS’ 29 toll-free facilities. Taxpayers
with tax law questions whose TTY/TDD calls were routed to the Atlanta call site may not
have received the same level of assistance as those taxpayers whose calls were routed
to Indianapolis. Because the Atlanta call site has been designated to handle account
calls only, its CSRs have received only limited training on tax law issues and, therefore,
cannot handle the broad spectrum of tax law calls. In addition, the CSRs that are
trained to handle calls on the TTY/TDD equipment are not capable of providing
TTY/TDD service to Spanish-speaking callers. In addition, during the 6-day period
starting on January 25, 2003, the Average Speed of Answer® on the TTY/TDD line
ranged from a low of 28.7 seconds to a high of 263.2 seconds. This range may be
attributable to the fact that not all of the TTY/TDD machines are equipped with strobe
lights to alert the CSRs to an incoming call.

We recommended providing additional trunk'® lines or obtaining the technology to block
voice calls from entering the TTY/TDD line. To improve the advertising for the IRS’
TTY/TDD service, we recommended revising the various taxpayer instructions for
calling the IRS to clearly explain that the TTY/TDD number is for hearing- and
speech-impaired taxpayers only and that it requires special equipment to receive
service on this line. Separate TTY/TDD numbers/equipment should be provided for the
Taxpayer Advocate Service and other specialized toll-free product lines so that hearing-
and speech-impaired taxpayers have the same expectations as voice callers to receive
one-stop service. We also recommended revising TeleTax Topic #102 to announce the

® The caller hung up before reaching a Customer Service Representative (CSR).

® Busy signals are not included in net call attempts to the TTY/TDD line on the IRS’ weekly “Snapshot Reports.”
" An independent organization within the IRS that exists to help taxpayers resolve problems with the IRS and
recommend changes that will prevent the problems.

& The IRS’ TeleTax toll-free number provides recorded tax information on about 150 topics that answer many
Federal tax questions.

° The Average Speed of Answer is the average length of time a caller spends waiting for a CSR to answer the call.
19 A trunk is a telephone circuit linking two switching systems.



correct hours of operation for the TTY/TDD service, and including the TTY/TDD number
on account notices and letters sent to taxpayers, clearly indicating that it is for hearing-
and speech-impaired taxpayers only. To increase the IRS’ capacity to provide one-stop
service on the TTY/TDD line, we recommended moving the TTY/TDD equipment from
Atlanta to a site with CSRs trained to handle both tax law and account calls and
providing TTY/TDD service to Spanish-speaking taxpayers. Finally, to increase the
speed of answer on the TTY/TDD line, we recommended providing strobe lights on all
TTY/TDD equipment to alert CSRs to incoming calls.

Management’s Response: On March 25, 2003, the Commissioner, Wage and
Investment Division, provided a detailed response to our audit memorandum. He
advised that the IRS has taken action to implement systemic procedures to eliminate
voice callers from using the TTY/TDD line, expanded the TTY/TDD hours of service at
the Atlanta call site, and revised TeleTax Topic #102 to announce the correct hours of
operation for the IRS’ TTY/TDD service. The Commissioner also agreed with our
recommendation to add strobe lights to signal incoming calls. The Commissioner did
not believe that changing the various instructions for calling the IRS, including the
TTY/TDD number on account notices, and offering TTY/TDD service in Spanish were
necessary; however, he stated that the IRS would examine all of its documents and
publications for taxpayers to ensure that they carry a message consistent with the
services provided. The Commissioner also did not agree with moving the TTY/TDD
equipment to improve the IRS’ capacity for handling tax law calls, but he will explore all
options before taking corrective action. Management’'s complete response to our audit
memorandum is included as Appendix V.

Copies of this report are also being sent to the IRS managers who are affected by the
report recommendations. Please contact me at (202) 622-6510 if you have questions or
Richard Dagliolo, Acting Assistant Inspector General for Audit (Small Business and
Corporate Programs), at (631) 654-6028.
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The Internal Revenue Service Has Opportunities to
Provide Hearing- and Speech-Impaired Taxpayers
With Easier Access to Toll-Free Telephone Services

The Internal Revenue Service’s (IRS) mission is to provide
America’s taxpayers with top quality service by helping
them understand and meet their tax responsibilities and by
applying the tax law with integrity and fairness to all. The
IRS provides toll-free telephone numbers that taxpayers
may call when seeking answers (in either English or
Spanish) to tax law questions, requesting tax forms, or
requesting information about their accounts. The IRS’ suite
of toll-free numbers also includes several lines for taxpayers
that need other specialized services.

Background

More than 34 million Americans are deaf or
hearing-impaired,' and almost 2.7 million Americans have
speech impairments.? The Telecommunications
Accessibility Enhancement Act of 1998° requires that
individuals with hearing and speech impairments be
provided with full access to Federal Government
telecommunications services and facilities.

The IRS provides a special toll-free line (1-800-829-4059)
to serve those hearing- and speech-impaired taxpayers that
require TTY/TDD service. The term TTY/TDD is an
abbreviation for “Teletype” and “Telecommunications
Device for the Deaf.” The TTY/TDD allows the users to
communicate by text messages that each party alternately
sends via a keyboard.

Calls to the IRS’ TTY/TDD line are routed to Customer
Service Representatives (CSR) located in Atlanta, Georgia,
or Indianapolis, Indiana. The IRS provides service on its
TTY/TDD line 5 days per week from 7:00 a.m. to

10:00 p.m. (local time for all taxpayers except those in
Alaska and Hawaii). The IRS also provides service on its
TTY/TDD line from 10:00 a.m. to 3:00 p.m. on certain
Saturdays during the filing season.® These are the same

! National Center for Health Statistics data for 1997.

2 National Center for Health Statistics data for 1996.

® Telecommunications Accessibility Enhancement Act of 1998,
Pub. L. No. 100-542, 102 Stat. 2721.

* The period from January through mid-April when most individual
income tax returns are filed.
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Actions Can Be Taken to Better
Meet the Needs of Hearing- and
Speech-Impaired Callers

hours of service that the IRS provides for voice callers on its
other customer service toll-free lines.

This review was performed in January and February 2003 at
the IRS’ Joint Operations Center and Accounts Management
Center in Atlanta, Georgia. The audit was conducted in
accordance with Government Auditing Standards. Detailed
information on our audit objective, scope, and methodology
is presented in Appendix I. Major contributors to the report
are listed in Appendix II.

Cumulative Fiscal Year (FY) 2003 data, through the week
ending January 25, 2003, showed there were 69,299 net call
attempts to the IRS” TTY/TDD line. Of these, only

3,286 calls were answered, while more than 66,000 were
abandoned.> Almost one-third of the call attempts to the
TTY/TDD line resulted in busy signals.® In addition,
taxpayers who called the TTY/TDD line with tax law
guestions may have encountered more difficulty in
obtaining assistance than taxpayers who called the
TTY/TDD line with account questions.

Although the call demand on the TTY/TDD line is
extremely small in comparison to that on other toll-free
lines,” the IRS has opportunities to provide hearing- and
speech-impaired taxpayers with easier access to its service

by:

» Preventing voice callers from tying up the
TTY/TDD line.

* Improving the advertising for the TTY/TDD service.
* Increasing the capacity to handle TTY/TDD calls.

* Improving the speed of answer on the TTY/TDD
line.

® The caller hung up before reaching a CSR.

® Busy signals are not included in net call attempts to the TTY/TDD line
on the IRS” weekly “Snapshot Reports.”

" Taxpayers had attempted almost 9.7 million calls to the IRS’ other
primary toll-free customer service lines through January 25, 2003, of
FY 2003.
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Preventing voice callers from tying up the TTY/TDD
line

Because the TTY/TDD equipment was receiving few actual
TTY/TDD calls in comparison with the total call volume,
IRS management believed that voice callers may be
saturating this line. We were advised that the IRS could not
block voice calls from entering the TTY/TDD trunk® lines
because neither AT&T? nor the IRS equipment can
differentiate voice calls from TTY/TDD calls.

However, on January 24, 2003, the IRS made some changes
to its system to try to limit the amount of time that voice
callers tie up the TTY/TDD line. These changes resulted in
voice callers receiving a shrill sound as soon as they connect
to the line, followed by a recorded message explaining the
purpose of this line and the correct telephone number for the
voice callers to use. If the voice callers did not hang up
prior to these two actions, the system then disconnected
them. In addition to these systemic actions, the IRS is now
opening the Atlanta call site from 7 a.m. to 1 a.m. Eastern
Standard Time (EST), whereas previously it was open only
outside of the daytime hours (9 a.m. to 5 p.m. EST) that the
Indianapolis call site was open.

Based on the IRS’ Daily Executive Level Summary Reports
available since these changes, the actions seem to be
successfully preventing voice callers from reaching the
TTY/TDD equipment. Managers at both call sites stated
that they are no longer receiving voice callers on the
TTY/TDD equipment. During the current filing season,
however, large numbers of callers continued to attempt to
reach the IRS via the TTY/TDD number, and hundreds of
callers received busy signals on a daily basis.

Improving the advertising for the TTY/TDD service

Voice callers may have been inadvertently calling the
TTY/TDD line for assistance because not all of the various

& A trunk is a telephone circuit linking two switching systems.
° The AT&T Corporation is the provider of the IRS toll-free telephone
system.
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IRS media that provide instructions for calling the IRS
clearly explained that the TTY/TDD number is only for
hearing- and speech-impaired taxpayers. For example, the
section on “Calling the IRS” contained in the instructions
for completing individual income tax returns that are
provided to millions of taxpayers advised them to “call
1-800-829-1040 (for TTY/TDD help, call
1-800-829-4059).” Many taxpayers may not understand the
TTY/TDD abbreviation and, in turn, may not realize that
this number should only be used by hearing- and
speech-impaired individuals with access to special
telecommunications equipment.

Conversely, not all of the toll-free services advertised by the
IRS as being available at the TTY/TDD number can be
provided to taxpayers on that line. For example, the tax
package instructions, various IRS tax publications, and the
IRS public web site (www.irs.gov) provided the same
TTY/TDD number for contacting the Taxpayer Advocate
Service™ as is provided for asking tax law questions,
requesting tax forms, or resolving account issues. Most of
the CSRs assigned to receive TTY/TDD calls were not
trained to handle this type of call. The IRS has CSRs at
other sites that are specifically trained to receive voice calls
to the Taxpayer Advocate Service.

In addition, we found that:

* The IRS’ TeleTax™ line for Topic #102 (“Tax
assistance for individuals with disabilities and the
hearing impaired”) incorrectly announced that
TTY/TDD service was available 24 hours per day.
The IRS currently provides TTY/TDD service for
only 15 hours per day.

» Account notices sent to taxpayers do not include the
TTY/TDD number, although hearing- and speech-

1% An independent organization within the IRS that exists to help
taxpayers resolve problems with the IRS and recommend changes that
will prevent the problems.

1 The IRS’ TeleTax toll-free number provides recorded tax information
on about 150 topics that answer many Federal tax questions.
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impaired taxpayers with account issues can be
helped on this line. Consequently, these taxpayers
may not know that this number is available to
provide assistance to them.

Increasing the capacity to handle TTY/TDD calls

Because large numbers of voice callers are attempting to
reach the IRS on the TTY/TDD line, the IRS has no data on
the actual number of hearing- and speech-impaired
taxpayers using TTY/TDD equipment who may be
attempting to access its TTY/TDD line. Consequently, IRS
management does not know if the quantity of TTY/TDD
machines, the number of trunk lines, and/or the number of
CSRs assigned to the TTY/TDD line are sufficient to
effectively meet the demand. In addition, we were advised
that the CSRs trained to handle calls on the TTY/TDD
equipment are not capable of providing TTY/TDD service
in Spanish.

The IRS has equipment to receive TTY/TDD calls in only

2 of its 29 toll-free facilities. The IRS initially began
offering TTY/TDD service at its Indianapolis, Indiana, call
site in 1976. When the IRS expanded its hours of toll-free
service to 24 hours per day, 7 days per week,”? TTY/TDD
equipment was added to its Atlanta, Georgia, call site in
June 2001 to cover those hours that were not handled by
Indianapolis. Both sites have three TTY/TDD machines and
three trunk lines each. Given the current capacity, a
maximum of only six calls can be in the system at any given
time before a new caller would receive a busy signal. The
TTY/TDD trunk lines can be tied up for long periods
because these calls are considerably longer than voice calls.
For example, IRS program analysts advised us that a
45-minute call is not uncommon because of the need to type
messages. When all of the TTY/TDD trunk lines are tied up
with other callers, there is no way to give hearing- and

12 The IRS subsequently reduced its hours of toll-free telephone service
using live assistors to 15 hours per day, Monday through Friday, and
limited hours on Saturday.
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speech-impaired callers a message that their calls cannot be
handled.

Until recently, the TTY/TDD equipment was not in use at
the same time by both sites. The Indianapolis lines were
used only during normal work hours, while the Atlanta lines
were used only during the expanded hours of service. In
late January 2003, the IRS began routing calls to the
TTY/TDD line to both sites during the day rather than only
to the Indianapolis site.

Taxpayers with tax law questions whose TTY/TDD calls
were routed to the Atlanta call site may not have received
the same level of assistance as those taxpayers whose calls
were routed to Indianapolis. Because Atlanta is a call site
that has been designated to handle account calls only, its
CSRs have received only limited training on tax law issues
and, therefore, cannot handle the broad spectrum of tax law
calls. Conversely, the majority of the TTY/TDD calls
involving tax law questions, account issues, and tax forms
requests can be handled at the Indianapolis site, since it is
both an account and tax law site.

If taxpayers who reach the Atlanta call site on the
TTY/TDD line cannot be helped by the CSRs, they will be
told to call one of the other regular IRS toll-free telephone
numbers using a relay operator or, in the case of a tax law
question, given an option to call back between 9 a.m. and

5 p.m. EST (if they called outside of those hours) when they
may have a better chance of reaching a CSR who can
answer their questions (i.e., potentially reach the
Indianapolis call site).

We received a video from Gallaudet University*® that
documented the experience of its Technology Access
Program staff with trying to communicate with the IRS
using TTY/TDD equipment. The video showed that if
callers attempt to use a relay operator to communicate with

13 Gallaudet University, located in Washington, D.C., is the world’s only
university for the deaf and hard of hearing. We had contacted the
university’s Technology Access Program to determine if it had data on
the number of TTY/TDD users.
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the IRS, they may be unsuccessful in obtaining assistance
because of the complex routing scripts'* and the speed of the
recorded messages. For example, the relay operator must
type the recorded information into the TTY/TDD equipment
for the taxpayer who must then type an answer (e.g., which
menu item he or she would like to select). By the time these
actions are completed, the IRS’ system may have timed out
and hung up on the caller. In addition, we were advised that
it is difficult or impossible for a relay operator to type fast
enough to include all of the menu selections due to the
speed of the spoken word versus the speed of the typed
word.

Improving the speed of answer on the TTY/TDD line

Not all of the IRS” TTY/TDD machines were equipped with
strobe lights. At the Atlanta site, only one of the three
TTY/TDD machines was equipped with a strobe light to
alert the CSR to an incoming call. The other two machines
relied upon the CSR to notice a computer screen image of a
ringing phone. None of the three TTY/TDD machines at the
Indianapolis site were equipped with strobe lights. Instead,
a screen image of a ringing phone was used along with very
small lights on the top of the machines. Because the CSRs
assigned to the TTY/TDD line worked paper inventory™
while waiting for incoming calls, they may not immediately
notice that a call is waiting.

During the 6-day period starting on January 25, 2003, the
Average Speed of Answer on the TTY/TDD line ranged
from a low of 28.7 seconds to a high of 263.2 seconds.
Since there is no call queue' beyond that of the six trunk
lines for the six TTY/TDD machines, the waits at the higher
end of the range may be attributable, at least in part, to the
CSRs being unaware of the incoming calls. Management at

! Routing scripts are prerecorded statements that require callers to make
certain selections before speaking with a CSR.

1> paper inventory includes taxpayer correspondence and other
miscellaneous non-telephone work.

18 The Average Speed of Answer is the average length of time a caller
spends waiting for a CSR to answer the call.

7 A call queue holds the calls until a CSR becomes available.
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the Atlanta site informed us that they had requested strobe
lights for all three machines but had received no response to
this request.

Recommendations

The Directors, Customer Account Services, of the Wage and
Investment (W&I) and Small Business/Self-Employed
Divisions, have opportunities to ensure that hearing- and
speech-impaired taxpayers are provided easier access to the
IRS’ toll-free telephone system by:

1. Providing additional trunk lines or determining if the
technology exists that would distinguish voice calls
from TTY/TDD calls and, if so, obtaining this
enhancement to enable the IRS to block voice calls
from entering the TTY/TDD line.

Management’s Response: The Commissioner, W&l
Division, stated that a Request for Information
Services was initiated on February 7, 2003, to
implement a technical solution to provide equal
access to TTY/TDD users and sufficient capacity for
one call site to handle all of the demand, if
necessary.

2. Revising the various taxpayer instructions for calling
the IRS to clearly explain that the TTY/TDD number
is for hearing- and speech-impaired taxpayers only
and that it requires special equipment to receive
service on this line.

Management’s Response: The Commissioner, W&l
Division, does not believe that changing the
instructions is necessary. The instructions and the
listing that the IRS uses are consistent with the
standard format that other Government agencies and
private organizations use.

3. Providing separate TTY/TDD numbers/equipment
for the Taxpayer Advocate Service and other
specialized toll-free product lines so that
hearing- and speech-impaired taxpayers have the
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same expectations as voice callers to receive
one-stop service.

Management’s Response: The Commissioner, W&l
Division, has consulted with members of the
Taxpayer Advocate Service, and they are not aware
of any complaints or problems with the current
service. Representatives from the Taxpayer
Advocate Service and the other product lines will be
invited to participate in the W&I Division’s review
of services. The W&I Division will examine all of
its documents and publications for taxpayers to
ensure that they carry a message consistent with the
service the IRS provides.

4. Revising TeleTax Topic #102 to announce the
correct hours of operation for the TTY/TDD service.

Management’s Response: The W&I Division has
revised TeleTax Topic #102 to announce the correct
hours of operation.

5. Including the TTY/TDD number on account notices
and letters sent to taxpayers and clearly indicating
that it is for hearing- and speech-impaired taxpayers
only.

Management’s Response: The Commissioner, W&l
Division, did not agree with this recommendation
because the community of TTY/TDD users is very
small in relation to the volume of notices that the
IRS sends each year. He stated that this community
of customers is aware of the availability of both the
Federal Government relay service and the IRS’ own
TTY/TDD service number, and added that the IRS
believes listing these numbers on notices could be
counterproductive because it would increase the
probability that voice callers would attempt to use
these numbers. However, the IRS will modify the
listing of TTY/TDD service in the tax instructions
and publications to reflect that assistance is also
available for resolving account-related issues.
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6.

Increasing the capacity of the TTY/TDD line to
provide one-stop service by moving the TTY/TDD
equipment from Atlanta to a site with CSRs that are
trained to handle both tax law and account calls.

Management’s Response: The Commissioner, W&l
Division, did not agree with this recommendation.
He advised that CSRs assigned to staff the
TTY/TDD line should have sufficient training to
address these customers’ needs and that moving the
equipment is only one option the IRS can use to
improve service in this area. The IRS will explore
all areas before taking corrective action.

Providing TTY/TDD service to Spanish-speaking
taxpayers.

Management’s Response: The Commissioner, W&l
Division, does not believe that a sufficient number
of Spanish-speaking taxpayers who would need
IRS-provided TTY/TDD service exists to justify the
cost of hiring and training for that service. He
advised that the Spanish language is available
through the telecommunications relay service, and
he does not believe there is a need to duplicate this
service at this time. The IRS will examine all of its
documents and publications for taxpayers to ensure
that they carry a message consistent with the service
the IRS provides.

Providing strobe lights on all TTY/TDD equipment
to alert CSRs to incoming calls.

Management’s Response: The Commissioner, W&l
Division, agreed with this recommendation and will
follow up on the request that was submitted to
provide this signaling for the Atlanta site. He
advised that the Indianapolis site has a signaling
system. The W&I Division will review the need for
a different method in this site and request the
appropriate service if needed.
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Appendix |

Detailed Objective, Scope, and Methodology

Our objective was to evaluate the Internal Revenue Service’s (IRS) ability to provide

hearing- and speech-impaired taxpayers with access to toll-free telephone services. We
performed this review as part of our audit' of the IRS’ ability to provide taxpayers with access to
the toll-free telephone system during the 2003 Filing Season.?

To accomplish this objective, we:

VI.

VII.

Reviewed the IRS’ performance results for the TTY/TDD? toll-free product line provided
for hearing- and speech-impaired taxpayers.

Interviewed various IRS management officials and program analysts with responsibility
for the TTY/TDD line.

Visited the Atlanta Accounts Management Center to observe the TTY/TDD operations.

Performed Internet research to determine the potential number of hearing- and
speech-impaired individuals.

Contacted Gallaudet University* to determine the potential number of hearing- and
speech-impaired individuals that use TTY/TDD equipment to communicate.

Reviewed a video made by Gallaudet University that documented the experience of its
Technology Access Program staff with trying to communicate with the IRS using
TTY/TDD equipment.

Reviewed the accuracy and consistency of the various instructions provided to taxpayers
by the IRS through various media on using the toll-free telephone system to contact the
IRS.

! Treasury Inspector General for Tax Administration Audit # 200330007.

% The period from January through mid-April when most individual income tax returns are filed.

® The term TTY/TDD is an abbreviation for “Teletype” and “Telecommunications Device for the Deaf.” The
TTY/TDD allows the users to communicate by text messages that each party alternately sends via a keyboard.

* Gallaudet University, located in Washington, D.C., is the world’s only university for the deaf and hard of hearing.
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Office of Management Controls N:CFO:AR:M
Audit Liaisons:
Commissioner, Small Business/Self-Employed Division S
Commissioner, Wage and Investment Division W
Director, Customer Account Services, Small Business/Self-Employed Division S:CAS
Director, Customer Account Services, Wage and Investment Division W:CAS
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Appendix IV

Memorandum #1

DEPARTMERNT OF THE THEASLRY
WARHMOTOR O & aFag

MEMCCTOR CEMCRAL
Por TAE

AT IS TRRATION
Fabruarny Z8, 2003

Response Date
March 17, 2003

MEMODRANDUM FOR COMMISSIONER, SKALL BUSINESSISELF-EMPLOYED
Caln ISR
CORMMISSIOMER. WAGE AND INVESTMEMT DIVISION

i ]
FROEA; Philip Shrogshira "Fg‘-"f' R

Acting Aswmsiand Inspector Gensral Tor Audit (Small
Businass and Corporata Programs)

SUBJIECT: Audit MeEmorandum - The Intemal Revenue Sardics Has
Dippaduwnilias 1o Pravide Haanng- and Speach-limpasrad
Taxpayers With Easier Acocess o Toll-Fres Telephons
Saricas (Propect # 200330007 )

This Mamorandum prasants e intagim rasulls of cur ravien al (e accsas
providesd to the Intarmal Revenue Servica's (RS} all-fres telephons line
Spacifically, thasa resulls concarm fha sarvices provided for hearing- andior
speech-impaired Bepayers. This ssue was identified duning our cngoing audit of
tha IRS abibty o provide taxpayers with accass o tha ol-fras islaphana syslam
dhurireg 1B 2003 Filing Seascon and will B included in our report that will be
msusd at the conclusion of the audit. We are providing our results now so that
wos Ay considar taking immeadiale correciive aciEons o ovr indings and
recommendations. The information in this memorandum was discusaaed with e
Acting Diracior, Joint Oparations Canler. on Febraary 11, 2003, We shared an
sdvanced draft of this memorandum with the Acting Director on Fabmiaryg 25,
2003

Wa wauld appreciata recahdng tha IRE wriltan rasponda b tha Tedegs g
recomrmendations withim 15 calendar days from the date of this memorandum.
youu havae guastions, plaase contact me al (215} S16-2341, Frank Dunlaawsy,
Actemg Direcior, Conpocate and Cuslamer Sercics Programs, &t (213) 8044470,
mtansion 125, or Willkam E. Stewart, Audil Manager, at 513-203-3052,
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Results

To gchieve s mission and comply with the Taelecommunications Accassdulity
Enhancement Act of 1998°, the IRS pravides toll-free telaphone numbars thal
laxpayers may call when sesking answars (in either English or Spanish] &0 tax
Law questions, requesting tax forms, or irying o resohee vanious issues with their
lax acosunts. The IRS suite of tol-ree numbars includes a apecial toll-free ling
10 sarve the mare than 34 million Americans that ane deaf or heanng-impairgd”
and the almesl 2 7 million Armaricans thal have spessch impaiments.” This
special toll-iree lina, refermad 0 a5 “Telabypewriar and “Telacommuncstions
Device for the Deal,” ar TTYITOD for short, allows the users to comemunicate by
lexl messages thal aach pany altemataly sands via a keyboand.

Thes RS provides serdios on ile TTYITDOD lire five days per wask from 7200 am.
o 10:00 p.om. {local time for all taxpayers axcept those in Alaska amnd Hewail).
The IRS al=o provides service on ils TTYITOD line from 10000 a.m. to 300 p.m
on cenan Satwrdays duning the flng season. These are the same hours of
savice as the IRS provides for voice callers on its other cuskomer sarvica ol-
lri lings

The IRS has opportunities fo provide heanng/speech-impaired taxpayers with
ensal access 1o its TTYTOD ling evan though the call damand on this line i
exiremicly small in comparnison o other tolkfres Er1|:|$.*I Fiscal Year (F¥) 2003
data, through the wesak ending January 25, 2003, showed there were 89,299 nel
cal sitarngts &0 the TTYTDD lina, Of these, only 3,286 calls ware angweared
while more than 85,000 calls wera abandaned™. In addition, almost one-third of
the call atempis to the TTYITOD line had reaulted in busy signals ®

Chuir anahysis and discuessions with IRS management have identified opportunilies
in four areas for emproving the ease of access o tha TTYITDD lina:

Praventing voice callers from blociong tha TTY/TDD line,
Improrving the advertising for the TTYTDD sendices,
Increasing ihe capaciy to hendle TTYTDD calls.
Improwing ihe speed of answer on the TTYTOD line.

Datails foliow

P, L. DO0-542 182 S 2721

s, ptpod] Ceimer for Flealkh Siahdes data fro 1997

*atinsa] Ueiiter for Dleakh Stanice data for 1964
" Naspayres baal ancrmpied slsiar 5.7 maillion callt sy fee TRET oiber prmary iedl-fres cusioeser semvets baes
themagh Jomuary 15, 2003, of Fiscal Year 2003,
" Tha cablyr bumy up boiiore scaching @ Cuilins Saovebs Reprsissililive (C5R]
" iy sigmals are ned inehedod = one calll sicmgpis ke by U1 TOL lise oo the TIES weekly ™ Snapshol
Hepmm.™
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]
Proventing voice callers from blocking the TTY/TDD ling

Becausa tha TTY/TOD machines are recening few aclual TTY/TOD calls in
comparison wilh the total call volume, IRS management balieves thal voice
callera may be saturating this kne. We were advised that the IRS could not block
vz calls from entering the TTY/TDD trunk lines because neither ATET," naor
the IRS equipment, can differentiate volce calls from TTYITDD calls. Howewer,
an January 24, 2003, the IRS made some changes 1o 1S systam to try ta limil he
amount of time that voice callers tie up the TTY/TOD lines.  These changes
result in voice callers receiving a shrill sound as soon as they connect o the ne
Tollowed by a recorded meassage explainang the purpose of this line and the
corract phone number for the voice callers o use. If the voice callers do not
hang up priar 1o these tvo acdions, e system then disconnects tham. In
addilion o ihese systemic actions, the IRS & now opening the Atlanta call site
from ¥ a.m. to 1 a.m, Eastern Standard Teme (EST ) whereas, previously, it was
anly apen aulside ol ihe daytima howrs (8 a.m. o 5 pom. EST) when thae
Indianapolis call site was opan.

Based on the IRS' Daily Executive Lavel Summary Repors avellabde sinca thase
changes, the sclions seam 1o be suctessiully prasventang the woice callers from
reaching the TTYTDD eqguipment. Managers al both call sites stated that they
are no longer recehing voice callars on the TTY/TDD equipmeant. During the
current filing saason, howewer, large numbers of callers are cantinuing o attiempt
o reach the IRS via the TTY/TDD number and hundreds of callers are receiving
busy signals on a daily basis.

Woece calers may be inadvertently calling the TTY/TDD line for assistance
bacausae all of the various IRS media that provide instructions for calling the IRS
do nol clearly axplain thal tha TTYTDD numbers is onky for headng'spaach-
impaired laxpayers. For example, the section on "Calling the IRS™ conlamned in
the instructions for completing individual mcome tax retumns that are provided o
millione of taxpayers advises the taxpayers o “ca¥ 1-800-829-1040 [for TTY/TOO
heldp, calf 1-S00-8249-4059],° Many taxpayers may not understand the TTY/TDD
acromym and, in turn, may not realize thal this number should anly be used by

hearngspeech-impadrad Individuals with Bccess to special telecommunicatons
equipmesnt.

Conversaly, all of the toll-free services advertised by the IRS as being available
o the TTY/TDD number cannot be provided to taxpayers on that line. The tax
package instructions, various IRS tax publicaticns, and the IRS public web page
(e irs gow ) provide the same TTYTDRD number for contacting the Taxpayer

b &1 T rpaoraisnn 18 the provider of the TR inlk-foe lophon: systcm
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Advocats Service” as s provided for asking Lax [aw quesiions, requesting Lax
torms, or reacling account lBsues. All of the CSRa assigned o recaive
TTY/TOD calls ara not traned to handle this type of call, The IRS has CS5Rs at
ather sites that are spacifically rained 1o receive voice calls 10 the Taxpayes
Advocae Service

The RS TEIIE'F'-!H:C'j line for Topic #1102 ("Tax assistance for individuals with
disabdibes and the hearing impaired ') incorresily announces that TTY/TDD
Serices are available 24 howurs per day. However, the IRES currently providaes
TTYITOD servicas for anly 15 hours par day.

Accound nolcaes sent bo taxpayers do not include the TTYTDD numbber allough
haaring'speech-impaired taxpayers wilh account sues can ba helped on thes
line. Conseguently, these taxpayars may nol know that this aumber is avaiable
o provide assisiance 1o them, There may be potential disclosure ssues
involved with hearimg-impaired taxpayers wsing relay oparators 1o call the vaice
line numbar provided on the acoount notices.

Increasing the capacity to handle TTYITDD calls

Becawsa large numbers of voioe callers are attempling o reach tha IRS on the
TTYITDOD line, tha IRS has no data on the actual number of hearing/speach-
impared taxpayers wsing TTY/TOD eguipment who may be atlempting 1o sccess
s TTYITDD line. Consequently, IRS management does not know if the quantity
of TTYTOD machines, the number of trunk lines, andior the numbar of CSRs
assgned to the TTY/TOD line are sufficient to effectvely maat the demand. |0
addilion, we were advised thal the CSRs ihal are rained 1o handle calls on the
TTYITOD eguipmeant am not capable of providing TTYTDD sensces in Spanish.

Tha IRS has equipmeant 1o recaive T TYTDD calls in only 2 of #s 29 toll-fres
facilites. The IRS inilially began offering TTY/TDD service al its Indianapolis,
Indiama, call sie m 1875, When the IRS expanded its hourg of Woll-ireg service bo
24 hours par day, Tdays perweak,”' TTY/TDD squipment was addad to its
Allania, Georgia, call site in June 2001 1o cover those hours that were nod
handied D!q:zll'lﬂlﬂnﬂpﬂllﬁ-. Both sites have threa TTY/TDD machines and threa
trunk lines = s=ach. Given the current capacily, @ maoemum of anly 6 calls can be
in the syatam at any given time before 8 new caller wouwld receive a basy sigral,

Y An inddegsr ndowa argpanirateom otk the TS dhar o e holp axpayers resodue prahlems sl e RS
sl pevoniiend chang=s thal will prevem the peohiems.
Tk IHST Tels Taw woll-feee mumber provides recordsd ay infodreation on s 150 lorpul s DBl e
maay Fedoral lax spueilson

A mraini] apeestor ghal selays conversatians beiwaeen 11 TEHD users and slandard ivlopleme users The
relay aperasor speaks the Grped wopds recerved o the TURE 1T caller to ihe person on ihe iclophos:
prad mopees thie Virice Tesponse 1o the T TTY user

The IRE siiheogelivly podeiod ils oo o 1ol fee teleploms serece g live aisiaanis b 15 hodirs per
ey, Mlosday throagh Friday, and linded bours os Saieedag.

A telephinne cwouil halsmy e swilclnng sylcms.
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The TTY/TDD lines can be potentially ted up for long pediods because thase
calls are considarably longer than volce calls. We were advised by IRS program
analysts that a 45-minute call is not uncommon Becausa of the nead to typs
messanes. When all of the TTY/TOD lines are thed up with other callers, thane =
no way 1o goee hearing-impaired callecs a message that their calls cannot be
hamdled.

Lintd recently, the TTY/TDD equiprment was nal in use at the same time by both
giles. The Indianapolis lines ware used only during normal work hours while the
Atlanda lnes ware only used during the axpanded hours of sarvica. In late
January 2003, the IRS besgan routing calls o the TTYTDD line o bath sites
during the day rather tham only the Indianapolis site.

Taxpayers with tax law questions whose TTYTDD calls are routed 1o the Adanta
call site may nol receive e same level of assistancs as those tagpayers whose
calls are routed to Indianapolis. Because Atlania ia a call site that has been
daesignated to handle accound calls anly, s C5Rs have received only limited
trainimg on tax law issues and, therafore, cannot handle the broad spectrum of
tax law calls. Comwersaly, the magority of the TTYTDD calls involvang tax law
quastions, account issues, and tax forms requests can be handled at the
Indianapolis sie sincs i is both an account and tax law sibe.

If taxpayers who reach the Allanta call site on the TTYTDD ine cannot be
halpad by the C5Rs_ they will be told to call one of the other regular IRS toll-free
t=lephone numbers using a relay aperatar or, in the case of a tax law guastion,
given an opticn 1o call back between 9 a.m. and 5 p.m. EST (if they called
outsidg of those hours) when they may have a better chanca of reaching a C5R
who can answer their gueshons {i.e., polenhally reach the Indianapolis call site),

W received a video from Gallaudet University™ that documented tha
expanence of iz Technology Access Program stall with ldng bo communicate
wilh tha IRS using TTY/TDD agquipmeant, The video showed that, if calers
atternpt o wes 8 relay operaics o communicate with the IRS, they may be
unsuccessiul in obtaining assistance becawss of the complax rowting Bcrlma:‘
and 1he speed ol the recorded messages. For example, the reday npumll;ﬂ""
must type the recorded information into the TTY/TOD for the taxpayer who musi
than (ypa an answer (e.g.. which menu item they would like o salect). By the
tirm these aclions ane compleled, the IRS systerm may have timed out and hung
up an e caller. In addibon, we wene advised that it is difficult or imposaible for a

" Gallander Univessiny, kecated in Wishington, TRC . 5 the workTs only aniversiy fos tee deal smd Bond ol
hearmg. The Treasiiry Tnspocvess Cremcial for Tax A diwiroinaisss (THrTA) Suil hadl coniessed b
unpvemiiy s Technology Access Pragram io determing of i Bod data on the nomber of TTY T miers

" Bosstang weripis are proveenedod stabcrmonds thal regem callons o make coram selectinns hofore spraking
wjth & USE

*This servece allows a TTY T wser and 3 tradimeeal felephons nuer v communicate thromigh the

pe b notmork, i o COMUTHULCATIGE asSIStam who serves b 3 oot 1o relay infomena teon beraesin die
pariine
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ralay operator lo lype lasl enough (o include all of the menu selectons due 1o the
spead of the spoken word versus the speed af the lyped word,

Improving the speed of answer on the TTYTDD ling

Tha TTY/TOD machines are not all eouipped with strobe lsghts. Al the Atlanta
site, only ome of the three TTYTDD machines is equigped with a strobe light &0
alart the CSR o an incomang call. The other two machines redy upon the CSR 1o
maticn a compuber screen image of a nnging phone. Mone of the three TTY/TDD
machines at the Indisnapols site ane aguipped with strobe lights. Instead, a
scrasn image of a ringing phona 5 used along with very small lights on the (oo of
ther machines, Because the CERs assigned to the TTYITDD line waork paper
inventony'™ while waitng for incoming calls, they may not immadiataly notice that
2 call is waiting.

Dwering a_six-clay pariod, starting on January 25, 2003, the Average Speed of
Answer'” on the TTY/TOD line ranged from a low of 28.7 saconds 10 a high of
2632 seconds. Since thars is no call queus™ bayond that of the & trunk lines for
thas & TTY/TDD machines, ihe wails at the higher end of the range may be
aliributabie, al least in part, to the C5Re balng unaware of the incoming calls.
Managemant at the Atlanta site informed us that they had requasted stroba lghts
foar all (burees machines, but had received mo responss 1o this reguest.

Recam mendations

The Directars, Customer Account Senaces, of the Wage and |reestiment and
Small Business/Self-Employed Divisions, have apportunities to ensure that
hearing'sperch-impaired taxpayers are provided sasier access to the IRS" tall-
free telephone syatem by

1. Adding acditional trunk lines o delerminmg il the iechnology exists that
wiould destinguish wolce calls from TTYTOD calls and, if 50, chtaining this
enhancament 1o enable the 1IR3 o block voice calls from anbering e
TTY/TDD lins,

2. Revisng the vanous faxpayer instructions for calling the IRS to clearly
explain that the TTY/TOD number is for hearing!speech:impairsd
taxpayers only and that i reguires special equipment 1o receive senice an
thig lene

* PapsT ik enbey inclndes paxpayver cormapondescs and ather miscellincous non-elephone nork.

T Tha A crige Spesd of Aswer w the svarage length nf hime a calller spessde waahing for 2 CSR es answer
Hhe call

U A all guene Balds The calls unlll o USH beConiigs ayvaalalils.
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T

Prosvding separate TTY/TDD numbers’equipment for the Taxpayear
Advecals Sarvice and other specialized toll-free product lines so that
hearingspeach-impaired taxpayers have the same axpaciafions as voics
callers 1o recaive one-slop semnace.

Ravising TelwTax Top: #102 to announce the correct hours of operation
for thes TTYITDD Sy,

Including the TTY/TDD numbsr on account nobices and letiers sent (o
taxpayers and claary indicating that it is for hearing/speech-impairad
taxpanyers anly.

Increasing the capacily of the TTY/TOD line o provide one-siop senace
by rmoving the TTY/TDD eguipment from Atlanta 10 a site with CSRs that
are trained to handle both tax law and account calls

Frovidng TTYTDD services 1o Hispanic laxpayers,

Froviding strobe lights on all TTYTOD equipment to alerd CSRS Lo

incoming calis.

Audin Liatsons
Commissigner, SB/SE Division 5
Commissioner. Wal Diagion W
Cirecior, Customer Account Services, Wl Division WCAS
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Appendix V

Management’'s Response to Memorandum #1

DEPARTMENT OF THE TREASURY
INTERMNAL REVENUE SERVICE

ATLANTA. GA 30308 RECEIVED
APR 1 0 2003

COMMISSIONER
WAGE AND INVESTMENT DIVISION
March 25, 2003

MEMORANDUM FOR ACTING ASSISTANT INSPECTOR GENERAL FOR AUDIT
(SMALJ. BUSINESS AND CORPORATE PROGRAMS)
A

FROM: n M. Dalrympie
ommissioner, Wage and Investment Division

SUBJECT: Audit Memorandum -The Internal Revenue Service Has
Cpportunities to Provide Hearing and Speech-Impaired
Taxpayers With Easier Access to Toll-Free Telephcone
Services (Project # 200330007)

| appreciate your review of the services we provide to hearing and speech-impaired
taxpayers. Offering accessible service ta afl taxpayers who need assistance is our
goal. We agree that we should review our methods of service to this customer group
to determine improvement opportunities. However, we must also recognize the
tremendous advances in adaptive squipment and the supporting technology now
availabie. After our initial discussion with your staff, we instituted several actions tc

improve the service on the TTY/TDD tetephone lines, including:’

e Institution of systemic procedures to eliminate voice callers using the TTY/TDD

telephone lines.
= Changes to the IRS TeleTax line for Topic #102 to identify IRS TT Y/TDD
services.

Expansion of TTY/TDD hours of service at the Atlanta Call Site.

-
We will continue to focus on the issues that will improve our service to this group of

customers.

Our preliminary research shows that the long established telephone numbers for
TTY/TDD service were incorractly listed as genera!l use numbers by non-government
entities on the Internet and in various publications. This has led to many of the
access problems that you noted. Overail, since its inception in 1976 we have had
very few reported problems or complaints about our service to hearing and speech-

impaired customers.
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In addition to our TTY/TDD service, customers can use the telecommunications reiay
service (TRS) initiated as a nationwide program by the Federal Communication
Commission (FCC) in 1993. The FCC offers this service as a primary vehicle to
facilitate two-way communication for hearing and speech-impaired customers. The
TRS service has evolved and offers a number of services to the hearing and speech-
impaired. In March 2001, all interstate TRS services became available in Spanish.
We are not aware of any difficulties encountered by our hearing or speech-impaired
customers who use this service. However, we value the input that you shared in the
report concerning the difficulty TRS callers may experience when confronted with
menu options. We will seek input from our hearing and speech-impaired customers
concerning their experience with our menu options when using the relay service. We
will determine if impediments exist, and look for options to improve the viability of
communicating through the relay operators.

All our customers now have access to a variety of information and assistance with tax
matters through different media, such as our internet portals. These information
sources are readily available to all customers with ease and convenience. This year
we have initiated the on-line “Where’'s my refund?” service allowing Internet access to
refund information that was previously only available by telephone or in person at an
office. The expansion of free electronic filing through the new “Free File" service is
another example of expanding services and information options to all. We are
continuing our efforts to make more information and services available through the
Internet. We will consider your recommendations toc expand the services offered
through our TTY/TDD system as just one of many options that may be available to
better meet the needs of hearing and speech-impaired taxpayers.

We need to clarify the data about the number of Americans that you said are deaf or
hearing-impaired. The statement, “The IRS' suite of toll-free numbers includes a
special toll-free iine to serve the more than 34 million Americans that are deaf or
hearing-impaired and the almost 2.7 million Americans that have speech
impairments.” does not accurately portray the purpose of the lines nor the number of
customers who require this type of service. A review of the source documents you
listed as a reference in your report shows:

Hearing Ability
Good A Little | A lot of Troubie
Trouble Or Deaf

All Persons Total*
18 yrs & over 185,276 160,207 28,789 5,963

* Number in thousands
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A report released in 1987 by the Center for Disease Control and Prevention's (CDC
Nationai Center far Heaith Statistics, titled “Trends and Differential Use of Assistive
Technology Devices: United States, 1994,” shows the number of hearing-impaired
peopie who use various types of adaptive equipment. The list appears as follows:

Hearing devices”

Any hearing device 4,484
Hearing aid 4,156
Ampilified telephane 675
TDD/TTY 104
Closed captioned television 141
Listening device 106
Signaling device 95
Interpreter 57
Other hearing technology 93

* Number in thousands/all age groups

The vast majority of people with hearing impairments use no adaptive equipment or
hearing aids to compensate for their diminished hearing. Any reference to the number
of customers who may need this special assistance should clearly represent the true
population of potential customers, which based on the information above would be
less than 200,000 citizens. Even that number is high because the data represents ail
hearing-impaired individuals not merely those who file tax returns.

Your report also states potential disclosure issues could exist if hearing-impaired
taxpayers use relay operators to call the voice line number that we provide on account
notices. The GSA contract contains disclosure provisions for TRS. Qur Internal
Revenue Manual sections are correct in allowing employees to deal with operators of
the TRS. The contract with the TRS alsc requires background investigations of their
employees, including a criminal check and a drug screen.

We coordinated the response to your recommendations with responsible officials in
the Small Business and Self-Employed Division.

If you have any questions, please call at me at (202) 622-6860 or Ronald S. Rhodes
Director, Customer Accaunt Services, at (404) 338-8910.

Attachment
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Attachment

RECOMMENDATIONS

The Directors, Customer Account Services, of the Wage and investment and Small
Business/Self-Employed Divisions, have opportunities to ensure that hearing/speech-
impaired taxpayers are provided easier access to the IRS’ toll-free telephone system

by:

RECOMMENDATION 1

Adding additional trunk lines or determining if the technology exists that would
distinguish voice calls from TTY/TDD calls and, if so, obtaining this enhancement to
enable the IRS to block voice calls from entering the TTY/TDD line.

ASSESSMENT OF CAUSE
Callers who do not need TTY/TDD service call the TTY/TDD telephone number and

prevent access to TTY/TDD services for those who need it.

CORRECTIVE ACTION

On February 7, 2003, we initiated a Request for Information Services to implement a
technical solution to provide equal access to hearing-impaired customers and
sufficient capacity for one call site to handle all the demand if necessary.

IMPLEMENTATION DATE
April 1, 2003

RESPONSIELE OFFICIAL
Commissioner, Wage and [nvestment Division

RECOMMENDATION 2
Revising the various taxpayer instructions for calling the IRS to clearly explain that the

TTY/TDD number is for hearing/speech-impaired taxpayers only and that it requires
special equipment to receive service on this line.

ASSESSMENT OF CAUSE
Voice callers may inadvertently call the TTY/TDD line for assistance because

instructions do not clearly explain that the number is only for hearing/speech-impaired.

CORRECTIVE ACTION
The instructions and the listing that we use are consistent with the standard format

other government agencies and private organizations use. We do not believe that
changing the instructions is necessary.
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IMPLEMENTATION DATE
Not Applicable

RESPONSIBLE OFFICIAL
Commissioner, Wage and Investment Division

RECOMMENDATION 3

Providing separate TTY/TDD numbers/equipment for the Taxpayer Advocate Service
and other specialized toll-free product lines so that hearing/speech-impaired taxpayers
have the same expectations as voice callers to receive one-stop service.

ASSESSMENT OF CAUSE
Customer Service Representatives (CSR) assigned to receive TTY/TDD calls are not

trained to handle ail types of calls.

CORRECTIVE ACTION
We have consulted with members of the Taxpayer Advocate Service and they are not

aware of any complaints or problems with the current service. Representatives from
the Taxpayer Advocate Service and representatives from the other product lines will
be invited to participate in our review of services. We will examine all of our
documents and publications for taxpayers to ensure that they carry a message
consistent with the service that we provide.

IMPLEMENTATION DATE
January 5, 2004

RESPONSIBLE OFFICIALS
Commissioner, Wage and Investment Division

RECOMMENDATION 4
Revising TeleTax Topic #102 to announce the correct hours of operation for the

TTY/TDD service.

ASSESSMENT OF CAUSE
We did not revise TeleTax Topic #102 to state the correct hours of operation.

CORRECTIVE ACTION
We have revised TeleTax Topic #102 to announce the correct hours of operation.

IMPLEMENTATION DATE
Completed
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RESPONSIBLE OFFICIALS
Commissioner, Wage and Investment Division

RECOMMENDATION 5
Including the TTY/TDD number on account notices and letters sent to taxpayers and

ctearly indicating that it is for hearing/speech-impaired taxpayers only.

ASSESSMENT OF CAUSE
Account notices sent to taxpayers do not include the TTY/TDD number.

CORRECTIVE ACTION
We do not agree with this recommendation because the community of users is very

small compared to the volume of notices we send each year. This community of
customers is aware of the availability of both the federal relay service and our own
TTY/TDD service numbers. We believe that listing these numbers on notices could be
counterproductive because it would increase the probability that voice callers would
attempt to use these numbers. However, we will modify the listing of TTY/TDD service
fn our tax instructions and publications to reflect that assistance is also available for

resolving account-related issues.

IMPLEMENTATION DATE
January 5, 2004

RESPONSIBLE OFFICIALS
Commissicner, Wage and Investment Division

RECOMMENDATION 6
Increasing the capacity of the TTY/TDD line to provide one-stop service by moving the
TTY/TDD equipment from Atlanta to a site with CSRs that are trained to handle both

tax law and account calls.

ASSESSMENT OF CAUSE
CSRs assigned to receive TTY/TDD calls are not trained to handle all types of calls.

CORRECTIVE ACTION
We do not agree with this recommendation. CSRs assigned to staff the TTY/TDD

lines should have sufficient training to address these customers’ needs.. However,
moving the equipment is only one option we can use to improve service in this area.
We will explore all options before taking corrective action.

IMPLEMENTATION DATE
January 5, 2004
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RESPONSIBLE OFFICIALS
Commissioner, Wage and Investment Division

RECOMMENDATION 7
Providing TTY/TDD services to Hispanic taxpayers.

ASSESSMENT OF CAUSE
The IRS does not offer TTY/TDD services in Spanish.

CORRECTIVE ACTION

We do not believe a sufficient number of Spanish-speaking taxpayers who would need
RS provided TTY/TDD service exist to justify the cost of hiring and training for that
service. Spanish language is available through the TRS relay system. We dc not
believe there is a need to duplicate this service at this time, We will examine all of aur
documents and publications for taxpayers to ensure that they carry a message
consistent with the service that we provide.

IMPLEMENTATION DATE
Not Applicable

RESPONSIBLE OFFICIALS
Commissioner, Wage and Investment Division

RECOMMENDATION 8
Providing strobe lights on all TTY/TDD equipment to alert CSRs to incoming calls.

ASSESSMENT OF CAUSE
CSRs may not immediately notice that a call is waiting because they may be doing

other work.

CORRECTIVE ACTION
We agree with this recommendation and wiil follow-up on the request that we

submitted to provide this signaling in the Atlanta site. The Indianapoilis site has a
signaling system. We will review the need for a different method in the Indianapolis

site and request the appropriate service if needed.

IMPLEMENTATION DATE
January 5, 2004

RESPONSIBLE OFFICIALS
Commissioner, Wage and Investment Division
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